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Details of the activities undertaken within each Phase is detailed in the table 

below and samples of communication and information materials follows.  

Method Activity  Outcome and reach 

Phase 1 - Community awareness and information (September to December 2021) 

Mailout of Coast Connect 

quarterly newsletter or digital 

version sent to all residential 

and business ratepayers in 

October 2021 with the second 

quarter rates notice to inform on 

what Council was planning to 

do. 

Following Council’s 

decision on 28 

September 2021 to 

notify IPART of its 

intended proposal. The 

newsletter included 

details on where to find 

more information via 

Council’s online 

engagement platform, 

yourvoiceourcoast.com 

and register interest to 

participate in ongoing 

community consultation. 

121,000 ratepayers 

Maintaining services and rates 

website page live from 28 

September 2021. This outlined 

all stages of the community 

awareness and engagement 

program at Council’s online 

engagement platform, 

yourvoiceourcoast.com  

Content updated 

throughout stages of 

community awareness 

and engagement 

program and included 

frequently asked 

questions, fact sheets 

and links to the online 

community survey.  

21,405 website page 

visits between 28 

September and 15 

December 2021 with 

35,214 page views and 

8,146 document 

downloads. Represents 

an average 268 website 

visits per day. 

Media releases issued on 28 

September and 22 November 

2021 generating media 

interviews. 

Information about stages 

of consultation, how to 

participate and provide 

feedback and 

responding to media 

enquiries for more 

information. 

Generated media 

coverage across local 

print, digital, television 

news and radio media 

outlets.  

Newspaper advertorial inclusion 

in six weekly Coast Connect in 

local Coast Community 

Newspapers since October 2021  

Information about stages 

of consultation, how to 

participate, survey open 

and provide feedback.  

Estimated reach of 

54,000 weekly with 

distribution at local 

shopping centres, 

community facilities and 

retail outlets.  
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Method Activity  Outcome and reach 

Social media posts and 

animation campaign across 

Council and the Administrator 

Facebook page targeting local 

residents and ratepayers  

Information about the 

proposal, promotion of 

survey and providing 

direct link to 

youvoiceourcoast.com 

page  

Social media campaign 

reach of 210,523 in 

November 2021.  

Story inclusion in seven weekly 

Coast Connect enewsletters 

distributed to around 12,000 

subscribers.  

 

Information about stages 

of consultation, how to 

participate, survey open 

and provide feedback 

29 September; 3, 17, 24 

November and 1, 10 & 

16 December 2021 

Average opening rate of 

27.5% 

Direct email sent to 8,549 

recipients including community 

groups and associations on 25 

November 2021  

Information about stages 

of consultation, how to 

participate, survey open 

and provide feedback. 

8,549 recipients 

Customer query responses – 

Special Variation   

Individual responses to 

direct customer queries 

through Service Request 

process. Trending 

queries utilised to 

update the FAQs online 

Email or written 

submissions were 

imported and processed 

through the Service 

Request System and are 

included in this figure. 

71 responses in total. 

 

Customer phone enquiries – 

Rates and Water Billing 

Customer Enquiries all 

channels phone, online, 

in person or through 

online contact centre 

service request between 

1 October - 17 

December 2021. 

 

Please note: we do not 

have separate reporting 

for General Rates and 

Water Rates.  

1734 resident contacts 

seeking billing 

information, enquiry on 

rates, copy of account 

status, copy of rates or 

water notice,  overdue 

rates information. 

 

299 resident 

arrangements to pay.  
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Method Activity  Outcome and reach 

Staff communication via 

newsletters, intranet content and 

CEO video messages, and face-

to face group meetings for all 

Council staff since October 2021 

Information about stages 

of consultation, likely 

impacts of proposal and 

answering staff queries 

Weekly 

Business leaders’ forum held 

face-to-face on 27 October 2021  

Representing the 

regional and local 

business chambers, 

tourism industry, surf 

lifesaving, Coast Shelter 

and Darkinjung Land 

Council. Meet with 

business leaders to 

explain the current 

financial situation and 

proposed response  

11 attendees 

Community group and 

individual meetings with the 

Administrator and CEO in 

November and December 

Face-to-face meetings 

with information 

provided on financial 

situation, recovery plan 

progress and open 

discussion on Council’s 

proposed application to 

IPART. 

34 people attended 9 

Administrator Open 

Office face-to-face 

meetings and 364 people 

attended an additional 8 

face-to-face Community 

Association and other 

group meetings with 

Administrator. There 

have been 48 email 

submissions received 

and responded to. 

Community Reference Group  Group of 16 residents 

formed through an 

independent process and 

managed by external 

research company.  

Met 3 times from 

November 2021 to 

January 2022 
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Method Activity  Outcome and reach 

Phase 2 – Consultation (November -December 2021) 

Representative community 

telephone and reconnect online 

survey administered by an 

external research company 

conducted in November 2021 

Explored awareness of 

Council’s financial 

difficulties; exploration of 

usage and satisfaction in 

services and whether 

future investment should 

be more / same / less; 

and identification of 

services that could be 

reduced, if they needed 

to be. 

Telephone survey with 

744 respondents and 

online recontact survey 

with 336 of the 

telephone survey 

respondents 

Opt-in community online survey 

administered by an external 

research company and 

conducted from 22 November 

to 13 December 2021 

Content similar to the 

above survey and open 

for anyone to complete 

722 respondents 
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Method Activity  Outcome and reach 

Phase 3 – Public exhibition IP&R documents (22 December 2021-21 January 2022) 

Media releases issued on 13 and 

20 December 2021 & 20 January 

2022 generating media 

interviews.  

Information about the 

Extraordinary Council 

Meeting and how the 

community can provide 

feedback about the 

proposed scenarios on 

public exhibition  

Generated media 

coverage across local 

print, digital, television 

news and radio media 

outlets. 

Newspaper advertorial inclusion 

in two weekly Coast Connect in 

local Coast Community 

Newspapers since December 

2022 

Information about how 

to provide feedback 

about the proposed 

scenarios on public 

exhibition  

Estimated reach of 

54,000 weekly with 

distribution at local 

shopping centres, 

community facilities and 

retail outlets. 

Social media posts and 

animation campaign across 

Council Facebook, Linkedin and 

Twitter pages targeting local 

residents and ratepayers  

Information about the 

IP&R documents and 

how to provide feedback 

about the proposed 

scenarios on public 

exhibition and providing 

direct link to 

youvoiceourcoast.com 

page  

Reach of 53,567 

Facebook followers; 

9,100 Linked-in followers 

and 6,240 Twitter 

followers 

Story inclusion in two weekly 

Coast Connect enewsletters 

distributed to around 12,000 

subscribers  

Information about the 

IP&R documents and 

how to provide feedback 

about the proposed 

scenarios on public 

exhibition and providing 

direct link to 

youvoiceourcoast.com 

page 

23 December 2021 and 

19 January 2022. 

Average opening rate of 

25.7%  

Maintaining services and rates 

website page at Council’s online 

engagement platform, 

yourvoiceourcoast.com  

Content updated with 

three new pages for each 

of the IP&R documents 

and an online submission 

form for feedback.  Also, 

an online rates brochure 

explaining the scenarios 

and an explanatory 

video.  

5,065 website page visits 

between 20 December 

2021and 21 January 2022 

with 9,237 page views 

and 1,754 document 

downloads. Represents 

an average 153 website 

visits per day. 
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Method Activity  Outcome and reach 

Mailout of Coast Connect 

quarterly newsletter or digital 

version sent to all residential 

and business ratepayers in 

February 2022 with the third 

quarter rates notice to update 

about Council’s proposal  

The newsletter included 

an update on Council’s 

financial recovery plan 

and details on where to 

find more information 

via Council’s online 

engagement platform, 

yourvoiceourcoast.com 

to stay up to date with 

any further opportunities 

to provide feedback. 

121,000 ratepayers 

Staff communication via 

newsletters, intranet content and 

CEO video messages 

Information about the 

stage of the proposal 

and addressing staff 

concerns about job 

insecurity.    

Fortnightly  

Letter to stakeholder groups 

advising of IPART process for 

submission and Extraordinary 

Council Meeting on 3 February 

2022. 

 

Information about the 

proposal  

Ongoing response to 

queries  
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Phase 1 - Community awareness and information materials examples  

Newsletter to 121,000 ratepayers.  October 2021 
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Website yourvoiceourcoast.com pages and information materials  
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Website yourvoiceourcoast.com – Productivity Improvements Fact Sheet  
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Media release Tuesday, 28 September 2021 

Service level consultation to inform future rate proposal 

Central Coast Council will commence the next stage of community consultation in its bid to maintain 
the current rates income beyond three years.  

Council Administrator, Rik Hart said the two years of heavy losses and overspending left Council 
having to restructure its business and budget to produce a surplus to repay the $150million debt over 
the next 10 years. 

“We cannot forget, loans of $150million were provided to Council in 2020 based on Council’s financial 
recovery plan which included sale of assets, reduction in costs of $50milion, capping infrastructure 
spending and a rate increase of 13 percent plus rate peg for 10 years in order to repay the loans. 

“In less than three years’ time we will be facing an average annual income loss of $25.8million over 
the next 7 years and this means we will be forced to reduce or cease many services. 

“There has been major restructuring of Council and Council is on track to achieve the $50million in 
cost savings including productivity gains.  Together with the recent rate increase, Council is budgeting 
for a small surplus this financial year. 

“Our current plan is working, and Council is on track to be able to continue to service its community. 
However, we face falling off an income cliff if the current level of rates is not maintained beyond June 
2024. As it currently stands, if the Special Variation is not extended, in two years ratepayers will be 
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given a 13 percent reduction in their general rate component of the Council bill and Council will need 
to adjust its cost structures by a further $25.8million annually on average to cope with that reduction. 

“I believe the community values the services it receives from Council, however Council cannot 
maintain its level of services, or increase them, and repay its debt if it suffers a large reduction of 
income.” 

“We are proposing to make an application to IPART to maintain the current level of rates for a further 
seven years, consistent with what we asked for from IPART earlier this year.”  

Mr Hart said ultimately the community will have a major say in whether this application is successful, 
but they need to understand what the implications of this reduction in Council income will mean on the 
services that people use daily and that make the Central Coast a great place to live. 

“Council will produce two long term financial plans, one showing income at the current rate structure, 
the second showing the loss of $25.8million on average from year three onwards. We will undertake 
community consultation so the community can provide input to whether they would prefer to continue 
to pay the current level of rates or receive a reduction and see a dramatic fall off in services.” 

“I should point out, I cannot make cuts that will endanger public safety, break the law or harm the 
environment. As a result, many of the services that are most likely to be targeted for reductions would 
be those that support community life such as culture, sports, community services and economic 
development.” 

“Additionally, the ability to partner with other levels of government to construct new facilities and 
extend services will be greatly reduced.” 

Council will notify the Independent Pricing and Regulatory Tribunal (IPART) of its intention to apply to 
maintain the temporary Special Variation (SV) implemented in the 2021/22 financial year beyond its 
expiry in June 2024 for a further seven years.   Council will seek community feedback over the next 
few months before Council determines in early 2022 whether or not to formally apply to IPART for a 
Special Variation. 

Information on how residents can participate in community consultation can be found at 
yourvoiceourcoast.com 
ENDS 
 

Media Release Monday, 22 November 2021 

Have your say on maintaining services and rates 

Council is inviting ratepayers and residents to have their say about maintaining current service levels 
and rates in an online survey opening today. 

Council Administrator Rik Hart said Council had done everything it can behind the scenes to help 
Council’s financial situation and now it was up to the community. 

“Our financial recovery is on track, but we cannot become complacent about maintaining our long 
term stable financial position” Mr Hart said. 

“I am proposing to make an application to the Independent Pricing and Regulatory Tribunal (IPART) 
to maintain the current level of rates for a further seven years, consistent with what we asked for 
earlier this year. This will allow us to maintain current service levels, continue to find more service 
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efficiencies and pay back loans from surpluses that we must generate according to our agreement 
with banks. 

“Council delivers a huge variety of services for our community including patrolling beaches; 
maintaining public wharves, jetties, boat ramps and ocean baths; fixing suburban traffic issues, filling 
potholes, repairing road shoulders and removing debris from shared pathways; maintaining town 
centre amenity with cleaning and security; cleaning public toilet blocks; care and maintenance of 
parks, reserves and roadside vegetation; environmental programs like wrack collection in Tuggerah 
Lakes, water quality monitoring, weed spraying, declared pest management and bush regeneration; 
operating the Central Coast Stadium, holiday parks and cemeteries; supporting sporting and 
community associations with grants; and delivering libraries, childcare centres, recreation centres, 
theatres, galleries, public pools; to name a few services.” 

“I encourage the community to read the information materials, keep an open mind and tell us what 
services you value that make the Central Coast a great place to live. 

“I am keen to hear from as many residents as possible and invite all residents, businesses and 
community groups and associations to book an Open Office session with me,” Mr Hart said. 

Upcoming Administrator Open Office session dates and times: 
 Monday 22 November: 4pm 
 Monday, 29 November 2pm, 4pm, 5.30pm 

 
To make a booking, please email the Administrator’s Office 
at theadministrator@centralcoast.nsw.gov.au 
Online survey: Go to yourvoiceourcoast.com/servicesandrates 

ENDS  
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Media coverage examples, October to December 2021 

Coast Community News, 1 October 2021 

Coast Community News, 8 October 2021  
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Coast Community Chronicle, 17 November 2021  

 

 

Coast Community Chronicle, 24 November 2021  
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Coast Community News,26 November 2021  

Central Coast Express Advocate, 27 November 2021 
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Coast Community News, 17 December 2021  

Central Coast Express Advocate, 15 December 2021  
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Communication examples from the Office of the Administrator 
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 29 October 2021 Email to community and sporting associations 
 
SUBJECT:  Maintaining rates and services:  Register Now - Administrator Open Office Session 
 
Dear Community Member,  

As we begin to emerge from an extended lockdown, it is the perfect time to consider what makes the Central Coast a great 
place to live, work and play. We have extensive shared pathways to discover our unique town centres and villages; our 
beaches, lakes and bushland areas attract visitors from across the state (and hopefully soon from across Australia and the 

world) and our retail and restaurant precincts will soon be thriving again ready for summer.  

All of the things that make the Central Coast great are supported by services provided by Central Coast Council, and that is 

why it is so important for the Coast to have a successful Council.  

Our financial recovery in on track and we want to ensure if a new Council is elected in 2022, they are in the best possible 
position to make decisions for the whole community. To help achieve this, we are examining rates beyond the next three 
years, and we want our community to make an informed choice about maintaining services and service standards for the 

future of the Central Coast. 

What has happened so far 

In May 2021 the Independent Pricing and Regulatory Tribunal (IPART) approved a temporary rate increase of 13% (plus the 
2% rate peg) which is retained in the rate base for three years and removed from the rate base at the end of the 2023-24 
rating year for the Central Coast Local Government Area.  This means from 2024-25, we will be facing an average annual 
income loss of $25.8million over the next seven years.  
 
Our options  
We are proposing to make an application to the Independent Pricing and Regulatory Tribunal (IPART) to maintain the current 
level of rates for a further seven years, consistent with what we asked for from IPART earlier this year. This will allow us to 

maintain current service levels, continue to find more service efficiencies and pay back loans.  

As part of the process, we need to understand the level of support from our community for this approach and also work with 
our community to prioritise which services to retain, which ones to reduce and which ones to cease in the event that the rate 

increase is not maintained. 

Business and community involvement  

Leaders from business and community play an important role in sharing information and advocating on behalf of their 

members. I encourage you to share this information widely within your networks, so that our community is aware of the 

proposal and takes the opportunity to get involved in talking about services that are important to them.  

Invitation to Administrator Open Office  

I also invite you, and members of your group or association to book in for an Open Office session with me to share your 

views on this future rate proposal.  

Open Office session dates and times available:  

Wednesday, 10 November 1pm & 3pm 

Tuesday, 16 November 1.30pm, 3pm, 5pm 

Monday, 22 November 11am, 4pm 

Monday, 29 November 2pm, 4pm, 5.30pm 

I will meet with community members in my office at Wyong Administration Building.    

To make a booking, please email the Administrator’s Office at theadministrator@centralcoast.nsw.gov.au  

Numbers per session will be capped and your session time confirmed by return email.  

Please note Council is taking measures to reduce the spread of COVID-19 and all visitors to Council’s Wyong Administration 
Building will be asked to check-in with QR Code, show proof of vaccination, and ensure physical distancing 
(1.5metres).  Masks are required. We are asking participants not to attend if they are feeling unwell or have been in contact 

with someone with COVID-19. 

For those who wish to meet virtually, please contact my office on the email address above for arrangements to be made. 

For more information about this project visit yourvoiceourcoast.com/servicesandrates  

Regards, Rik Hart 

Administrator, Central Coast Council  
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Explanatory video about Council’s financial situation.  Link here  



 

Attachment – Community Engagement Information and Supplied Materials  24 | P a g e  

Social media post examples, November and December 2021   

    

Social media video, November 2021   
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Advertising and advertorials in local newspapers, September to December 2021  
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Enewsletter examples,  September to December 2021  
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Phase 3 – Public exhibition IP&R documents 

Media Release Monday, 13 December 2021 

Council to hold extraordinary meeting 20 December 2021 

Central Coast Council will hold an extraordinary meeting 20 December 2021 in accordance with 
Section 366 of the Local Government Act 1993. 

Date:  Monday 20 December 2021 
Time:  4pm 
Location:  Wyong Council Chambers 

Agenda items: 
1. Adoption to exhibit the following Integrated planning and Reporting documents: 

 Revised Community Strategic Plan 
 Draft Delivery Program 2022-2025 (including Operational Plan 2022-23) 
 Draft Resourcing Strategy, including Draft Long Term Financial Plan, Draft Workforce 

Management Strategy, and Revised Asset Management Strategy  
2. Investment Report for November 2021 
3, Monthly Finance Report – November 2021  
4. Council Sales Update 
 
There will be a Public Forum but no Open Forum for this Extraordinary Meeting. Community members 
wishing to speak to an agenda item as part of the Public Forum should follow the standard procedure 
as outlined on Council’s website centralcoast.nsw.gov.au 

This meeting will be publicly webcast. 

Members of the public will be permitted to attend Chambers. However, the attendance will be limited 
to meet requirements of the Public Health order, attendees must wear masks, QR code sign in and 
show proof of COVID vaccination. 
ENDS  
 

Media Release Monday, 20 December 2021 

Council takes next step towards Special Variation submission and invites community to have 

their say 

Council’s draft Revised Community Strategic Plan, Draft Delivery Program and Operational 
Plan, Draft Fees and Charges, Draft Long Term Financial Plan, Draft Workforce 
Management Strategy, and Draft Revised Asset Management Strategy will be on public 
exhibition and available for community submissions until Friday 21 January 2022, following 
adoption at today’s Extraordinary Council Meeting. 

This is a step required by the Independent Pricing and Regulatory Tribunal (IPART) should 
Council make a submission to IPART for a Special Variation.  The documents reflect 
Council’s situation, identify the need to apply for a Special Variation and outline scenarios 
that are available.  

Administrator Rik Hart said Council has considered five scenarios and included three 
scenarios in the Long Term Financial Plan for the community to review and comment on the 
implications outlined for each scenario. 

“I encourage ratepayers and residents to review the materials and consider what is required 
for their Council’s long-term path to financial sustainability,” Mr Hart said. 
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“The Delivery Program includes actions and projects that Council will deliver over the next 
three financial years and incorporates Council’s continued actions to reduce expenditure 
through efficiency gains and moderate adjustments to service levels. 

“Council’s financial recovery plan put in place at the end of last year is working and we are 
meeting all major milestones and targets. 

“Through our community consultation about options for services, 82% of survey respondents 
want Council’s overall service investment to remain the same or more and 73% would like to 
see investment in new assets remain the same or increase. 

“The consultation also shows that the community’s view is split on whether to extend the 
existing Special Variation or reduce services.  Many have also made comment that Council 
should be held responsible for its financial situation and I have further explained the actions 
taken by Council in an explanatory video,” Mr Hart said. 

Council has also amended the Community Strategic Plan (CSP) to acknowledge the 
community’s sentiment and Council’s commitment to financial sustainability. 

Council will consider community submissions from the public exhibition of the plans in a 
Council Meeting on 3 February next year before adopting these plans and programs. Council 
will also formally decide at that meeting if it will make a submission to the Independent 
Pricing and Regulatory Tribunal (IPART) for the current 15% Special Variation (including rate 
peg) to be maintained in the rate base for an additional seven years, or ten years in total. 

To view the Administrator’s video explaining the timeline of actions taken in response to 
Council’s financial situation, go to the Administrator page on Council's website.   

The plans plus information materials about the impacts to rates and services will be available 
from Wednesday 22 December at yourvoiceourcoast.com.  The plans will be open for public 
submissions until Friday 21 January 2022.  

ENDS  

 
Media Release, Thursday 20 January 2022  

Final days to have your say on plans for the future 

Ratepayers, residents and businesses are encouraged to have their say, as to what is needed for 
Council's long term financial sustainability with plans on public exhibition until this Friday 21 January. 
  
There are three scenarios outlined in Council’s draft Revised Community Strategic Plan, Draft 
Delivery Program and Operational Plan, Draft Fees and Charges, Draft Long Term Financial Plan, 
Draft Workforce Management Strategy, and Draft Revised Asset Management Strategy for the 
community to consider with the potential impacts of each scenario also outlined in the strategic 
documents. 
  
This is a step required by the Independent Pricing and Regulatory Tribunal (IPART) should Council 
make a submission to IPART for a Special Variation. 
  
Administrator Rik Hart said a Special Variation submission was one of the last steps for Council in its 
planned financial recovery. 
  
“Council’s financial recovery plan put in place over a year ago is working and we are meeting all major 
milestones and targets,” Mr Hart said. 
  
“The draft Delivery Program that is on public exhibition includes actions and projects that Council will 
deliver over the next three financial years and incorporates Council’s continued actions to reduce 
expenditure through efficiency gains and moderate adjustments to service levels. 
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“Our focus remains on being able to support this community with services they deserve and need by 
having a financially sustainable Council,” Mr Hart said. 
  
Council will consider community submissions from the public exhibition of the plans in an 
Extraordinary Council Meeting on 3 February 2022 before adopting these plans and programs. 
Council will also formally decide at that meeting if it will make a submission to the Independent Pricing 
and Regulatory Tribunal (IPART) for the current 15% Special Variation (including rate peg) to be 
maintained in the rate base for an additional seven years, or ten years in total. 
  
The plans plus information materials about the impacts to rates and services are available 
at yourvoiceourcoast.com. The plans will be open for public submissions until Friday 21 January 
2022. 
ENDS 
 
Media coverage, December 2021 and January 2022 

Coast Community Chronicle, 22 December 2021 
 

 
 
Coast Community News, 24 December 2021 
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Attachment – Community Engagement Information and Supplied Materials  37 | P a g e  

 

 
 
Social media:  23 December 2021 and 5, 19 January 2022  
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Social media, 19 January 2022  

  

  

 

 

 

  

Facebook.  

19 January 2022, 
with supporting 

short video and 
links to IP&R 

documents on 
public exhibition at 
yourvoiceourcoast.

com 

Twitter and Linked-In, 19 January 2022  
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Advertising in local newspapers, 24 December 2021 and 20 January 2022  

 

 

Enewsletter, Coast Connect weekly, 22 December 2021 and 16 January 2022  
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Website yourvoiceourcoast.com – Public exhibition  

 

 

Website yourvoiceourcoast.com – Information video (link here ) 

    

    

      



 

Attachment – Community Engagement Information and Supplied Materials  41 | P a g e  
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Website yourvoiceourcoast.com – Rates brochure online  
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Newsletter to ratepayers, Coast Connect quarterly, January 2022 

 

 




